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First available appointment date

This shows the percentage of first available appointment dates for the Openreach engineer slot offered within the agreed target of 12
working days.

KPI 1a
Percentage of first available appointment dates on
or before the target date

Combined Wholesale Voice Line Fully Unbundled Line Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020
UK 99.86% 99.53% 96.46% 96.11% 99.55% 99.58% 97.77% 96.08% 99.89% 99.88% 98.45% 97.78% 99.95% 99.43% 95.57% 95.81%
North East 99.92% 99.41% 94.45% 95.94% 99.70% 99.74% 98.44% 96.25% 99.93% 99.94% 98.76% 98.03% 99.99% 99.18% 92.11% 95.42%
North Wales & North Midlands 99.85% 99.56% 94.63% 95.95% 99.67% 99.70% 94.98% 95.31% 99.89% 99.97% 96.07% 97.04% 99.89% 99.40% 94.12% 95.91%
North West 99.85% 99.02% 93.56% 94.28% 99.65% 99.27% 97.78% 95.93% 99.81% 99.66% 98.50% 98.09% 99.92% 98.77% 91.03% 93.01%
Scotland 99.90% 99.73% 99.84% 99.04% 99.54% 99.39% 99.40% 96.71% 99.95% 99.79% 99.70% 98.53% 99.99% 99.82% 100.00% 99.75%
East Anglia 99.79% 99.75% 95.39% 97.83% 99.53% 99.73% 97.73% 96.73% 99.73% 99.82% 98.51% 98.32% 99.89% 99.75% 94.04% 98.06%
London 99.77% 99.62% 98.79% 95.91% 99.12% 99.40% 98.99% 95.43% 99.85% 99.92% 99.60% 97.49% 99.99% 99.62% 98.49% 95.75%
South East 99.88% 99.46% 97.93% 95.30% 99.62% 99.61% 99.18% 96.23% 99.93% 99.97% 99.61% 97.89% 99.94% 99.29% 97.17% 94.59%
South Wales & South Midlands 99.89% 99.57% 94.50% 95.27% 99.65% 99.64% 93.28% 94.57% 99.96% 99.81% 95.46% 96.08% 99.95% 99.49% 94.67% 95.34%
Wessex 99.90% 99.72% 99.55% 95.44% 99.58% 99.66% 99.69% 97.00% 99.93% 99.98% 99.91% 98.21% 100.00% 99.68% 99.42% 94.52%

Northern Ireland 99.80% 99.89% 99.90% 99.69% 99.10% 99.58% 99.55% 98.79% 100.00% 99.90% 100.00% 99.61% 100.00% 100.00% 100.00% 99.97%



Installation on time

This shows the percentage of new services installed on the date agreed between Openreach and your phone or broadband provider

KPI 2a
Percentage of installation completion on time

Combined

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020

UK 94.50% 93.82% 93.51% 94.24%
North East 95.39% 94.72% 94.14% 95.02%
North Wales & North Midlands 94.95% 94.09% 93.75% 94.40%
North West 94.49% 93.87% 93.59% 94.11%
Scotland 95.71% 95.48% 95.32% 95.79%
East Anglia 93.95% 92.98% 92.86% 93.66%
London 93.30% 92.93% 91.93% 93.19%
South East 93.98% 93.56% 93.06% 93.49%
South Wales & South Midlands 94.44% 93.22% 93.25% 94.04%
Wessex 94.01% 93.12% 92.99% 94.01%

Northern Ireland 94.70% 94.36% 95.80% 95.33%

Wholesale Voice Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
94.58% 93.76% 93.79% 94.59%
95.66% 94.96% 94.62% 95.60%
95.10% 93.79% 93.86% 94.68%
95.01% 94.78% 94.45% 95.20%
95.59% 95.14% 95.14% 95.35%
93.83% 92.87% 92.87% 93.66%
93.68% 93.17% 93.24% 94.12%
94.12% 93.56% 93.66% 94.24%
94.23% 92.48% 93.15% 94.07%
94.27% 92.96% 92.85% 94.18%
93.56% 93.93% 95.08% 94.93%

Fully Unbundled Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019

94.99%
95.93%
94.99%
95.54%
96.05%
94.18%
93.88%
94.44%
95.10%
94.12%
95.97%

2019

94.23%
94.97%
94.00%
94.73%
95.63%
93.03%
93.64%
93.93%
94.19%
93.36%
95.21%

2019

93.74%
94.35%
93.42%
94.21%
95.13%
92.93%
92.56%
93.48%
93.84%
93.02%
96.29%

2020

93.47%
94.38%
93.12%
93.68%
94.48%
92.01%
92.98%
93.16%
93.75%
92.92%
94.93%

Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019

94.19%
94.92%
94.85%
93.62%
95.61%
93.91%
92.72%
93.67%
94.22%
93.78%
94.71%

2019

93.65%
94.46%
94.29%
92.99%
95.61%
93.01%
92.40%
93.39%
93.22%
93.11%
94.19%

2019

93.25%
93.79%
93.85%
92.86%
95.50%
92.83%
90.83%
92.55%
93.06%
93.07%
96.01%

2020
94.34%
94.99%
94.73%
93.76%
96.40%
94.14%
92.74%
93.23%
94.13%
94.26%
95.67%



Faults fixed on time
This shows the percentage of faults that were fixed within the agreed timescale
KPI 3a

Percentage of faults fixed within agreed time
Service level 1

Combined Wholesale Voice Line Fully Unbundled Line

Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020
UK 88.07% 84.81% 82.18% 83.16% 86.99% 84.08% 80.97% 81.78% 89.02% 85.99% 84.17% 85.49%
North East 86.89% 84.06% 81.70% 84.69% 85.61% 82.72% 80.10% 83.27% 87.87% 85.80% 83.87% 86.55%
North Wales & North Midlands 89.23% 86.52% 80.93% 82.60% 87.82% 86.13% 80.16% 81.01% 90.47% 87.14% 82.13% 85.06%
North West 85.79% 83.19% 84.50% 81.69% 84.57% 82.28% 83.93% 80.45% 86.66% 84.35% 85.22% 83.27%
Scotland 90.29% 84.64% 84.00% 84.55% 89.37% 83.50% 83.04% 83.49% 91.21% 86.93% 85.80% 86.63%
East Anglia 87.21% 83.53% 80.85% 85.71% 85.95% 82.81% 79.50% 84.62% 88.55% 85.03% 83.74% 88.07%
London 87.91% 85.16% 83.21% 85.50% 87.75% 85.31% 82.87% 85.62% 88.02% 84.99% 83.65% 85.34%
South East 87.21% 82.34% 83.32% 81.54% 86.27% 81.82% 82.32% 80.11% 88.00% 83.15% 84.93% 83.90%
South Wales & South Midlands 88.79% 86.85% 79.37% 82.62% 87.34% 85.91% 77.70% 80.95% 90.13% 88.39% 82.37% 85.61%
Wessex 88.95% 85.95% 81.23% 81.47% 87.64% 85.09% 79.60% 79.53% 90.39% 87.75% 84.78% 85.79%
Northern Ireland 92.03% 89.61% 90.51% 83.73% 90.60% 88.43% 89.40% 82.08% 93.17% 91.95% 92.99% 88.02%
KPI 3b
Percentage of faults fixed within agreed time
Service level 2

Combined Wholesale Voice Line Fully Unbundled Line Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020
UK 87.27% 85.16% 82.66% 83.37% 86.24% 82.68% 79.66% 79.70% 87.03% 86.25% 81.93% 82.07% 88.28% 86.08% 83.69% 84.50%
North East 89.13% 86.08% 82.36% 84.70% 87.87% 83.48% 78.43% 81.76% 88.61% 86.66% 79.82% 82.57% 90.14% 86.92% 83.70% 85.48%
North Wales & North Midlands 88.41% 86.14% 82.88% 82.58% 87.12% 83.72% 79.69% 78.56% 87.39% 87.82% 82.44% 79.65% 89.82% 87.01% 84.07% 84.03%
North West 87.20% 83.79% 82.57% 81.32% 85.77% 79.83% 80.65% 78.23% 86.48% 84.40% 81.06% 80.33% 88.38% 85.15% 83.21% 82.16%
Scotland 89.61% 86.66% 86.78% 86.77% 88.30% 82.71% 81.68% 81.54% 91.35% 88.21% 85.26% 85.99% 90.86% 88.47% 88.65% 88.52%
East Anglia 85.43% 82.87% 81.52% 85.02% 84.03% 79.10% 77.42% 80.12% 84.15% 85.17% 80.30% 84.06% 87.14% 84.33% 83.03% 86.49%
London 85.98% 84.75% 80.57% 83.52% 86.71% 85.80% 82.39% 84.32% 85.49% 85.67% 82.87% 81.52% 85.44% 84.20% 79.79% 83.43%
South East 85.21% 83.92% 82.76% 82.02% 85.31% 81.97% 81.25% 79.27% 85.72% 84.33% 81.36% 81.05% 85.05% 84.62% 83.29% 82.79%
South Wales & South Midlands 87.63% 85.93% 80.60% 83.44% 86.36% 84.03% 75.81% 80.10% 88.05% 87.53% 79.11% 82.03% 88.73% 86.51% 82.39% 84.49%
Wessex 87.03% 85.86% 83.18% 82.29% 85.79% 83.56% 79.06% 76.62% 86.68% 86.34% 83.86% 82.82% 88.56% 86.90% 84.66% 84.17%

Northern Ireland 88.81% 88.38% 89.18% 83.86% 85.96% 83.79% 85.05% 78.23% 88.46% 88.65% 92.06% 84.13% 92.09% 91.41% 91.06% 86.91%



Installation
This shows the average number of (working) days between your phone or broadband provider placing an order for you and the first
available Openreach engineer slot. The agreed target is 12 working days.




Installation

This chart shows the average number of (working) days between your phone or broadband provider placing an order for you and
service being installed by Openreach with or without an engineer needing to visit your premises.

Average installation time with an engineer
(working days)
KPI 7

UK

KPI 8

Average installation time without an engineer
(working days)

UK

Combined

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
9.73 1117 11.34 12,01

Combined

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
9.70 9.93 10.00 10.38

Wholesale Voice Line

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
1212 1335 13.51 14.10

Wholesale Voice Line

Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019 2019 2019 2020
9.76 10.10 10.14 10.34

Fully Unbundled Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
9.99 1203 1245 1341

Fully Unbundled Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
9.22 9.45 9.56 9.93

Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019 2019 2019 2020
9.12 10.47 10.57  11.36

Fibre
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
10.12 10.18 10.26  10.77



Time to fix faults

This chart shows the average time between your phone or broadband provider reporting a fault to Openreach and the fault being

cleared.

KPI 12a
Average time to fix faults (working hours)
Service level 1

UK
KPI 12b

Average time to fix faults (working hours)
Service level 2

UK

Combined
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
Q1 Q2 Q3 Q4
2841 31.04 3321 33.12

Combined

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
18.99 19.30 2096  21.18

Wholesale Voice Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
Q1 Q2 Q3 Q4
28.67 31.04 33.75 34.04

Wholesale Voice Line

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
21.44 23.08 24.85 26.28

Fully Unbundled Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
Q1 Q2 Q3 Q4
28.17 31.04 3231 31.57

Fully Unbundled Line

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
21.04 2328  25.64 24.25

Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
16.37 17.22 19.28  19.54



Missed appointments
This chart shows the percentage of visit appointments we missed.

KPI 17

Percentage of

d repair appoint

KPI 18

Percentage of missed installation
appointments at end user premises

UK

KPI 19

Percentage of street cabinet installation visits

missed

UK

Combined
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020

Combined

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
1.28% 1.27% 1.86% 2.27%

Combined

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
1.33% 1.43% 2.10% 2.17%

Wholesale Voice Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020

Wholesale Voice Line

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
1.15% 1.27% 1.89% 2.23%

Wholesale Voice Line

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
1.33% 1.43% 2.10% 2.17%

Fully Unbundled Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020

Fully Unbundled Line

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
1.21% 1.09% 1.54% 2.00%

Fibre
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020

Fibre
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
2.12% 1.97%  3.01% 3.41%



Lines delayed

This chart shows the number of new landline or broadband services delayed more than 30, 90 and 120 (calendar) days
after the date agreed between Openreach and your phone or broadband provider.

KPI 20
Tail measure of new lines installed

KPI20a
30 calendar days

Combined Wholesale Voice Line Fully Unbundled Line Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020

UK 1718.8 1878.4 1917.0 1626.4 673.6 790.8 828.8 570.4 3546 4140 443.0 4269 690.6 673.6 645.2  629.1
North East 176.0 210.5 191.6  160.8 56.8 86.5 78.7 52.1 39.1 52.9 45.3 43.3 80.2 71.1 67.6 65.4
North Wales & North Midlands 170.1 1835 202.7 187.6 67.4 80.2 92.6 68.5 40.0 48.6 51.7 51.1 62.8 54.7 58.4 68.0
North West 194.9 220.4 213.4 174.0 52.9 77.6 77.3 45.2 46.1 48.6 52.3 52.7 95.9 94.3 83.8 76.0
Scotland 156.9 150.6 136.7 1215 71.4 71.8 67.3 48.5 23.7 27.0 28.4 31.8 61.8 51.9 41.0 41.1
East Anglia 229.6 2334 2804 185.8 90.5 94.5  130.6 73.7 42.0 46.9 60.1 40.6 97.1 92.0 89.7 71.5
London 143.6 166.7 1640 1379 54.1 77.8 70.2 48.6 32.0 38.7 41.3 374 57.5 50.1 52.5 51.9
South East 196.5 2147 2346 204.2 79.7 85.0 93.2 70.7 43.3 52.5 57.7 57.8 73.5 77.2 83.7 75.6
South Wales & South Midlands 154.0 176.6 202.6  180.8 66.9 78.1 91.7 60.9 33.8 30.4 41.7 45.8 53.3 68.1 69.3 74.2
Wessex 239.6 2759 2549  247.0 100.0 1204 110.2 93.7 47.3 59.0 58.2 58.8 92.3 96.5 86.5 94.5
Northern Ireland 38.0 42.4 35.0 25.9 14.4 15.3 16.0 7.4 7.3 9.3 6.3 7.5 16.3 17.7 12.7 11.0
KPI 20b
90 calendar days

Combined Wholesale Voice Line Fully Unbundled Line Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020

UK 240.6 2514 2689  269.5 121.9 1403 1573  139.9 43.7 55.2 43.9 59.8 75.0 56.0 67.7 69.7
North East 16.7 29.6 21.7 25.6 7.6 17.0 13.7 14.6 2.7 8.5 3.7 4.7 6.4 4.0 4.3 6.3
North Wales & North Midlands 26.4 24.0 28.0 24.2 15.7 11.0 17.7 13.9 4.0 8.0 4.7 5.0 6.7 5.0 5.6 5.3
North West 29.7 24.6 27.0 24.1 12.0 13.6 12.7 8.8 6.7 4.7 4.6 6.0 11.0 6.3 9.6 9.3
Scotland 27.0 25.9 22.7 25.6 12.7 15.0 15.0 12.3 3.7 5.9 2.0 6.9 10.7 5.0 5.7 6.4
East Anglia 33.1 325 46.3 36.0 15.3 17.4 27.0 17.3 5.7 7.1 6.3 9.4 12.1 8.0 13.0 9.3
London 14.0 23.4 20.0 21.0 5.6 14.4 14.6 13.4 3.7 3.6 2.3 33 4.7 5.3 3.0 4.3
South East 27.9 26.6 323 32.7 13.7 10.6 15.6 19.1 5.9 8.0 7.7 5.3 8.3 8.0 9.0 8.3
South Wales & South Midlands 20.6 18.0 34.0 28.2 11.6 12.0 18.0 12.6 4.0 1.7 6.0 8.2 5.0 4.3 10.0 7.4
Wessex 40.6 42.5 36.0 46.9 23.6 26.1 22.6 25.5 7.0 7.0 6.3 8.3 10.0 9.3 7.0 13.1

Northern Ireland 13 BY 0.7 4.7 0.7 72:5) 0.0 2.0 0.3 0.7 0.3 2.7 0.3 0.7 0.3 0.0



Lines delayed

This chart shows the number of new landline or broadband services delayed more than 30, 90 and 120 (calendar) days
after the date agreed between Openreach and your phone or broadband provider.

KPI 20c
120 calendar days

Combined Wholesale Voice Line Fully Unbundled Line Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020

UK 120.6 1335 138.2 1475 62.2 81.8 86.6 84.7 21.4 29.7 20.3 24.8 37.0 22.0 31.3 38.0
North East 6.6 14.7 13.3 15.3 3.6 11.0 8.7 9.0 0.3 2.0 2.0 3.3 2.7 1.7 2.6 3.0
North Wales & North Midlands 12.3 10.7 14.7 11.3 7.7 4.7 11.7 7.0 1.7 3.3 1.3 1.6 3.0 2.7 1.7 2.6
North West 13.7 13.0 13.6 13.7 7.4 8.6 7.3 6.4 34 3.3 1.6 2.3 3.0 1.0 4.6 5.0
Scotland 14.3 16.6 11.7 12.3 5.7 9.3 8.0 6.3 2.4 4.9 1.3 2.4 6.3 2.3 2.3 3.6
East Anglia 18.7 22.8 23.6 19.6 8.0 124 14.7 9.4 3.0 5.4 3.0 4.3 7.7 5.0 6.0 6.0
London 8.6 10.4 13.0 13.3 4.0 7.7 9.6 8.7 2.0 1.0 1.7 1.6 2.7 1.7 1.7 3.0
South East 11.6 14.3 17.4 19.1 4.7 5.6 9.0 11.5 2.0 4.7 33 3.7 5.0 4.0 5.0 4.0
South Wales & South Midlands 8.7 8.0 12.9 13.3 5.3 7.0 7.0 7.7 1.3 0.7 2.0 2.6 2.0 0.3 4.0 3.0
Wessex 23.6 22.1 18.0 28.8 13.9 14.7 10.6 18.1 5.0 4.0 4.0 3.0 4.6 3.3 33 7.7

Northern Ireland 0.7 0.7 0.0 0.6 0.3 0.3 0.0 0.6 0.3 0.3 0.0 0.0 0.0 0.0 0.0 0.0



Repairs delayed
This chart shows the number of faults delayed more than 30, 90 or 120 (calendar) days beyond the target date

KPI 21
Tail measure of faults fixed

KPI 21a
30 calendar days

UK

North East

North Wales & North Midlands
North West

Scotland

East Anglia

London

South East

South Wales & South Midlands
Wessex

Northern Ireland

KPI 21b
90 calendar days

UK

North East

North Wales & North Midlands
North West

Scotland

East Anglia

London

South East

South Wales & South Midlands
Wessex

Northern Ireland

Combined
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
136.3 1089 143.8  289.9
19.9 24.2 333 45.0
12.9 2.3 11.3 30.4
19.9 38.5 45.0 36.6
6.3 5.3 5.7 13.2
8.3 6.9 9.4 19.9
9.6 2.3 4.4 3.0
20.0 18.4 12.3 73.2
7.9 3.3 13.7 18.9
9.6 6.3 8.1 43.5
21.5 0.7 0.0 5.1

Combined
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
11.9 0.0 1.0 0.7
1.0 0.0 0.3 0.3
1.6 0.0 0.0 0.0
1.0 0.0 0.3 0.0
0.7 0.0 0.0 0.0
1.6 0.0 0.0 0.0
1.3 0.0 0.0 0.0
1.3 0.0 0.0 0.0
0.7 0.0 0.3 0.3
0.7 0.0 0.0 0.0
2.0 0.0 0.0 0.0

Wholesale Voice Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
58.7 47.2 66.1 150.1
7.0 11.6 15.3 21.5
3.6 0.3 4.7 14.9
8.6 17.1 19.3 16.4
2.3 4.3 3.0 9.6
4.0 1.6 4.0 10.9
2.7 0.3 3.0 0.7
10.6 8.0 5.3 34.6
4.3 2.3 7.4 9.8
4.3 1.3 3.4 29.1
10.9 0.0 0.0 2.4

Wholesale Voice Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020

3.3 0.0 0.7 0.3
0.3 0.0 0.3 0.3
0.3 0.0 0.0 0.0
0.0 0.0 0.3 0.0
0.0 0.0 0.0 0.0
0.3 0.0 0.0 0.0
0.0 0.0 0.0 0.0
1.0 0.0 0.0 0.0
0.3 0.0 0.0 0.0
0.3 0.0 0.0 0.0
0.7 0.0 0.0 0.0

Fully Unbundled Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
25.9 25.2 29.4 40.4

2.7 6.9 8.6 8.7
7 0.3 2.7 5.4
53 8.9 9.7 Al
1.6 1.0 0.3 1.0
1.0 1.7 &7 3.0
2.3 0.3 0.0 0.0
6.0 &3 1.3 9.7
1.0 0.7 2.3 3.7
1.0 2.0 0.7 av/
3.3 0.0 0.0 0.0

Fully Unbundled Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020

1.6 0.0 0.0 0.0
0.0 0.0 0.0 0.0
1.0 0.0 0.0 0.0
0.0 0.0 0.0 0.0
0.3 0.0 0.0 0.0
0.0 0.0 0.0 0.0
0.0 0.0 0.0 0.0
0.3 0.0 0.0 0.0
0.0 0.0 0.0 0.0
0.0 0.0 0.0 0.0
0.0 0.0 0.0 0.0

Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
51.7 36.5 48.3 99.4

10.3 5.6 9.3 14.8
5.6 1.7 4.0 10.1
8.0 12.6 16.0 16.1
2.4 0.0 2.3 2.6
3.3 3.6 1.7 6.0
4.7 1.7 .3 2.3
3.3 7.0 5.7 28.9
2.6 0.3 4.0 5.4
4.3 3.0 4.0 9.7
7.3 0.7 0.0 2.7

Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020

6.9 0.0 0.3 0.3
0.7 0.0 0.0 0.0
0.3 0.0 0.0 0.0
1.0 0.0 0.0 0.0
0.3 0.0 0.0 0.0
i3 0.0 0.0 0.0
1.3 0.0 0.0 0.0
0.0 0.0 0.0 0.0
0.3 0.0 0.3 0.3
0.3 0.0 0.0 0.0
i3 0.0 0.0 0.0



Repairs delayed
This chart shows the number of faults delayed more than 30, 90 or 120 (calendar) days beyond the target date

KPI 21c
120 calendar days

Combined Wholesale Voice Line Fully Unbundled Line Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020

UK 4.3 0.0 0.0 0.3 0.0 0.0 0.0 0.3 0.7 0.0 0.0 0.0 3.6 0.0 0.0 0.0
North East 0.3 0.0 0.0 0.3 0.0 0.0 0.0 0.3 0.0 0.0 0.0 0.0 0.3 0.0 0.0 0.0
North Wales & North Midlands 0.7 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.7 0.0 0.0 0.0 0.0 0.0 0.0 0.0
North West 0.3 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.3 0.0 0.0 0.0
Scotland 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0
East Anglia 1.3 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 1.3 0.0 0.0 0.0
London 0.7 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.7 0.0 0.0 0.0
South East 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0
South Wales & South Midlands 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0
Wessex 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0

Northern Ireland 1.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.0 1.0 0.0 0.0 0.0



Orders delayed

This shows the number of new landline or broadband services delayed more than 30, 90 and 120 (calendar) days

KPI 22

Number of delayed pr
completed

KPI 22a
30 calendar days

UK

North East

North Wales & North Midlands
North West

Scotland

East Anglia

London

South East

South Wales & South Midlands
Wessex

Northern Ireland

KPI 22b
90 calendar days

UK

North East

North Wales & North Midlands
North West

Scotland

East Anglia

London

South East

South Wales & South Midlands
Wessex

Northern Ireland

orders not

Combined

Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019
2804.7
301.8
263.5

Combined

2019
3045.4
304.4
302.5

2019
3035.1
313.1
318.0

2020
3208.5
321.4
351.3

Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019

598.9
59.7
45.7
75.2
64.0
93.0
67.5
54.7
39.3
97.0
L7

2019
664.1
78.1
66.6
78.3

2019

691.1
62.8
71.7
69.4
60.7
98.8
713
64.6
64.4
124.1
1.3

2020
915.6
109.0
102.5

65.1

Wholesale Voice Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
1409.7 1483.5 1429.5 1423.3
148.8 131.1 136.2 152.3
139.0 158.6 1642 166.5

Wholesale Voice Line

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020

3489 387.2 3889 4754
39.0 42.4 35.0 57.3
26.7 41.9 41.7 54.7
45.0 41.0 35.0 23.4
37.0 43.7 33.7 39.0
46.7 49.0 54.4 71.9
42.6 35.0 48.0 48.6
31.0 33.0 32.3 38.5
20.0 26.3 26.7 37.2
59.3 72.9 80.0 100.9
0.7 1.3 0.0 2.3

Fully Unbundled Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019

586.6
65.6
55.6
74.3
44.0
77.0
65.9
67.6
47.9
82.0
6.7

2019

653.4
78.1
7543
72.4
49.6
70.6
64.6
81.6
62.6
94.3
6.3

2019
722.8
86.5
74.0
72.8
55.8
92.0
71.7
87.3
82.3
87.4
13.0

Fully Unbundled Line
Apr-Jun Jul-Sep Oct-Dec

2019

125.0
10.0
8.6
18.3
9.7
23.7
12.6
12.0
9.7
19.4
1.0

2019
137.8
20.4
14.4
14.0

2019

136.8
11.4
18.3
12.7
9.3
19.4
11.7
15.0
19.0
20.0
0.0

2020

826.8
80.2
77.2
93.4
76.6
81.7
121.9
103.4
75.9
110.1
6.3

Jan-Apr

2020
222.5
28.7
22.9
20.0
23.4
23.0
24.3
22.0
28.1
30.1
0.0

Fibre
Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020
808.5 908.5 882.9 958.4
87.4 95.3 90.4 88.9
69.0 70.7 79.7 107.7
113.1 128.6 109.4 1153
77.6 85.4 69.1 70.3
105.0 121.9 131.0 135.0
79.7 70.3 65.7 73.5
88.0 105.2 99.7 119.8
65.0 99.6 89.1 90.2
113.0 120.2 137.0 146.2
10.6 11.3 11.7 11.5

Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr
2019 2019 2019 2020

125.0 139.1 165.4 217.7
10.7 15.3 16.4 23.0
10.3 10.3 11.7 25.0
12.0 23.3 21.7 21.7
17.3 13.6 17.7 21.9
22.6 18.0 25.0 31.6
12.3 11.4 11.7 14.0
11.7 16.3 17.3 18.4

9.7 8.3 18.7 22.3
18.4 21.6 24.1 38.5
0.0 1.0 i3 iL.5)



Orders delayed

This shows the number of new landline or broadband services delayed more than 30, 90 and 120 (calendar) days

KPI 22¢
120 calendar days

Combined Wholesale Voice Line Fully Unbundled Line Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020 2019 2019 2019 2020

UK 3164 3763 390.6 528.8 183.8  240.5 2280 294.6 72.9 67.3 77.0 1111 59.6 68.6 856  123.1
North East 336 45.7 383 67.6 23.3 28.7 220 36.1 5.3 8.7 6.7 14.8 5.0 8.3 9.7 16.6
North Wales & North Midlands 22.6 34.9 39.0 59.6 14.6 23.6 26.0 Bl 4.0 6.4 7.0 14.7 4.0 5.0 6.0 11.8
North West 45.0 44.6 45.7 33.4 28.3 26.0 23.0 13.3 12.0 7.3 9.0 9.7 4.7 11.3 13.7 10.3
Scotland 34.6 40.3 37.6 50.0 19.9 27.3 21.3 24.7 6.0 6.0 5.3 11.0 8.7 7.0 11.0 14.3
East Anglia 48.9 47.0 51.0 80.1 21.7 314 30.0 45.0 14.9 6.3 9.7 16.0 12.3 9.3 11.3 19.1
London 36.6 34.7 38.6 45.2 23.0 21.3 28.7 32.8 7.6 7.7 6.0 5.4 6.0 5.7 4.0 7.0
South East 25.3 34.9 317 39.8 15.3 20.6 15.7 20.1 53 6.0 7.6 11.4 4.7 8.3 8.3 8.4
South Wales & South Midlands 17.4 22.6 34.3 47.8 7.3 15.3 14.0 21.3 4.7 43 11.3 14.4 5.3 3.0 9.0 12.0
Wessex 51.7 71.2 723 1025 30.4 45.9 46.4 66.2 123 14.6 14.3 13.7 9.0 10.6 11.7 22.6

Northern Ireland 0.7 0.0 1.0 2.0 0.0 0.0 0.0 1.0 0.7 0.0 0.0 0.0 0.0 0.0 1.0 1.0



Delayed repairs

This shows the number of faults not fixed more than 30, 90 or 120 (calendar) days beyond the target date

KPI 23
Number of faults not fixed

KPI 23a
30 calendar days

UK

North East

North Wales & North Midlands
North West

Scotland

East Anglia

London

South East

South Wales & South Midlands
Wessex

Northern Ireland

KPI 23b
90 calendar days

UK

North East

North Wales & North Midlands
North West

Scotland

East Anglia

London

South East

South Wales & South Midlands
Wessex

Northern Ireland

Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019
52.5
19.1

2020
71.1
13.0

5.2
19.7
4.4
2.0
2.0
10.7
3.0
8.1
2.0

Apr-Jun Jul-Sep Oct-Dec Jan-Apr

Combined
2019 2019
43.8 27.4
3.0 7.0
4.0 2.7
5.4 13.0
3.7 0.3
3.0 1.0
3'4 0.3
3.7 .3
3.0 0.3
4.7 1.3
9.4 0.0
Combined
2019 2019
0.0 0.3
0.0 0.0
0.0 0.3
0.0 0.0
0.0 0.0
0.0 0.0
0.0 0.0
0.0 0.0
0.0 0.0
0.0 0.0
0.0 0.0

2019
1.0
0.3
0.0
0.7
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2020
2.0
0.3
0.0
1.7
0.0
0.0
0.0
0.0
0.0
0.0
0.0

Wholesale Voice Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019
20.0

2019
11.3
2.0
0.7
7.3
0.3
0.3
0.0
0.3
0.0
0.3
0.0

2019
22.7
9.4
1.7
54
0.7
0.0
L3
2.0
0.7
1.7
0.0

Wholesale Voice Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
1.0
0.3
0.0
0.7
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2020
37.2

2020
1.7
0.3
0.0
i3
0.0
0.0
0.0
0.0
0.0
0.0
0.0

Fully Unbundled Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019
10.8
0.3
2.0
1.0

2019
5.4
2.0
0.0
3.0
0.0
0.0
0.0
0.0
0.0
0.3
0.0

2019

Fully Unbundled Line
Apr-Jun Jul-Sep Oct-Dec

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2020
9.7

Jan-Apr
2020
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019
13.0

Fibre
Apr-Jun
2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
10.7

Jul-Sep
2019
0.3
0.0
0.3
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
23.4
5.3
1.7
3.0
1.0
0.7

2020
24.3

Oct-Dec Jan-Apr

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2020
0.3
0.0
0.0
0.3
0.0
0.0
0.0
0.0
0.0
0.0
0.0



Delayed repairs

This shows the number of faults not fixed more than 30, 90 or 120 (calendar) days beyond the target date

KPI 23c
120 calendar days

UK

North East

North Wales & North Midlands
North West

Scotland

East Anglia

London

South East

South Wales & South Midlands
Wessex

Northern Ireland

Combined

Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
0.3
0.0
0.3
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
0.3
0.0
0.0
0.3
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2020
1.0
0.0
0.0
1.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

Wholesale Voice Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
0.3
0.0
0.0
0.3
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2020
1.0
0.0
0.0
1.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

Fully Unbundled Line
Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2020
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

Fibre

Apr-Jun Jul-Sep Oct-Dec Jan-Apr

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
0.3
0.0
0.3
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2019
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0

2020
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
0.0
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